
STATE OF NEW HAMPSHIRE I 
CHAIRMAN I Thomas 8. Getz 

COMMISSIONERS 
Graham J. Morrison 
Michael D. Harrington 

EXECUTIVE DIRECTOR 
AND SECRETARY 
Debra A. Howland 

PUBLIC UTILITIES COMMISSION 
21 S. Fruit Street, Suite 10 
Concord, N.H. 03301-2429 

June 27,2005 

Marlene H. Dortch 
Office of the Secretary 
Federal Communications Commission 
445 12" Street, SW, Room TW-B204 
Washington DC 20554 

Amanda 0. Noonan 
Director, Consumer Affairs 

Tel. (603) 271-2431 

FAX (603) 271-3878 

TDD Access: Relay N H  
1-800-735-2964 

Website: 
www.puc.nh.gov 

. ,  
. ,  

. , ?. 

\, 

Re: CGDocket 03-123 
NH Relay Service complaints 

Dear Ms. Dortch: 

Enclosed please find the complaint log summary for the period June 1,2004 through May 31, 
2005 for the State of New Hampshire's Relay Service 

% 

The NH Public Utilities Commission received no complaints regarding Relay 3 . .  eMce in the 

above-mentioned period. Should you have any questions, please feel kee to contact me at 
(603)271-1164 or amanda.noonan@,puc,nh.gov. 

Sincerely, 

-- 
cc: Dana Jackson 

http://www.puc.nh.gov
mailto:amanda.noonan@,puc,nh.gov
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, .  . .  . .  . .  
]Date of INature of Complaint I Date of IExplanation of Resolution 

Resolution 

06115104 

0611 6/04 

Complaint I I  
Spoke w th  CA CA remembered call and 
stated due to SRO he was rusty C m h e d  
agent on VCO call pmceduree 

Agent # not provided Agent who t w k  over cal 
uwbie to pmvide prestous CA # NO further 
contad necessary 

06110104 

06/17/04 

Customer slates that this agent needs a refresher WUme On how 10 
make VCO Cali*. He seemed very inadequate and didn't know when ti 
pick up or what to do on the mil. RCS response: Thanked the 
CUStOmer for lening us know and essured that the wmplaint would be 
sent in $0 that the pmblem could be investigated further. NO call back 
was requested. 

Customer stater that an agent did not give her any indication that it 
was a relay Cali coming in. When her daughter called she asked if Shf 
was Calling direct and her daughter said no that relay was On the line. 
The VCO CuStomer then stopped and asked the agent to give the 10 
number bui none was ever given. Another agent 5166M took over thf 
call and the Customer thought that the agent's ID might be able to be 
retrieved lmm the previous agent or the IUpeNiSOr. RCS response: 
Thanked the customer. 

making a VCO cail and then voiced the nbr to dial. The agent didn't 
reply right away but When she did the agent stated. *Well we were 
trying to understand what has happening' the CuStOmer said that this 
means that the agent didn't stop to read her MteS. She has 
wmplained about this In the past and wants n Mted that the agBn15 
are still not reading notes. 

06/29/04 Customer states that agent needs addition training. The customer 
advises the agent did not send the Relay intro: the Caller starting 
talkina and the aoent then Staned tyoin(l. The Customer then asked lo 

06/29104 

understands what to do w ing  forward. 

Coached agent on call procedures. Operator 
states she did send intra as well as the notes 
says Sometimes VCO. sometimes TTY. 

I 
.. - 

the agent ID and had to dired the agent to open the VCO. The 
customer further advise6 that the agent did not read her Customer I "  notes. So the call was fmstratino to all involved. ADObzied NO fofbw 

needed 

phons call very 'torturing" in mat both the customer and the Caller had 
to wait for her to catch up with every sentence. Customer suggested 
that this agent needs to get up to speed with her typing Skills. Other 
than that she did a g w d  jab on everything else. 

that the problem could be investigated further 
No Cali back was requested. 

I 
07 19 04 agent a.a not reaa me notes and $1 sh-a me caomers cal 

c~siorner wants me agent to be adblsea to ray. *hOia one moment 
rm e read MJI notes- as the C~IlOmer does nave a bt Of Call nolol ~ ~. ..., .~~~ ~~ ~~~~ 

showing and then make the dial out correctly. The Customer wanted 11 
leave the message on the first die out and this was no1 done. I I  

added the phrase 'read carefulh/ VI the notes 
and then essuted that the wmplaint would be 
sent in so that me pmblem could be correcter 
NO call back requested. 

I I I 



r 
mplaint 

'08/04 

'10104 

,20/04 

123104 

127104 

. .  \. : 'August, 2004 . .  

)le of [Nature of Complaint I Date of (Expoanation of Resolution I 
Resolution 

VCO customer repns that agent Confirmed that a voice message had 08/09/04 Apokgired for probkm. Aged does not 
been left on voice mail but the person the message war left for 
advised no message was received from the Caller. 

remember Call. Reviewed proper procedures 
with agent. 

!gent did not respond after VCO said goodbye IO Voice perSon she 
caiied NO respnse no typing. VCO asked agent if the person hung 
up. and there was no response. VCO held on line far 5 minutes. 

08/11/04 Reviewed pmper procedures with agent. 

NH VCO user complains agent typed "phone equipment is busy 
instead of 'busy when dialing to a residential number. which was 
confusing. 

Agent was mt processing the VCO call according to procedure. 

08/24/04 Agent received a fast busy. Agent folbwed 
procedure. Agent demonstrated knowledge of 
proper procedures when confronted with a fast 
busy. Not agent emr. 

m k g i z e d  for the prnbkm. CA falbwed 
pmper procedure. 

0812304 

Agent did not read custome<s notes and did not respond to her when 
she typed K O  GA. The customer tried voicing to her Caller and the 
agent finaily did come on the line in response. This made the call v e r ~  

08/27/04 Thanked me customer for kning us know and 
asswed that the complaint would be sent in to 
bs investigated fume,. Agent demonstrated 

confusing. prnpervco prncedure. 

omplaint 

1/08/04 

I I I I 
,,,.,.(, ..,I&'+..*'.?, _.  ,;*,. ,..-.) ' * : . w 2 ~ . . ' $ \ . : .  + ,..... . ?C; .:' '.:. , '. 

ate of INature of ComDlaint I Date of IExplanaIion of Resolution I 
, ,. , . . ,. . . .I. . , ..I ..:,;.*.-. .-.:.+..!..- .,.+': .:.Y; .1Ocfober,.2004?4' . .: . ' 

Resolution 

Customer caikd 10 report that CA did not read her database Pmfile 
mtes in order lo  process her incoming VCO call correcliy Her notes 
read 'REA0 CAREFULLY VCO USER, ON iNCOMiNG CALLS WiLL 
TYPE THEN SWITCH TO VCO'. The CA did not switch to VCO 10 
hsar her answering. she repeated two times. but Stili no response. 
Thanked customerforlening us know and apologized forthe 
inconvenience. Customer does want follow-up call right away. She 
said good time lo reach her today is arnund ruppertime(5-8P) 

04/21/05 Was faxed to Florida Relay wpewisor.Mst 
with agent coached agent on proper 
pmcedures to follow and followed up with the 
Customer. 



I This was the agenrs first day. She I understands what to do going forward. I redial three times to allow the customer to leave a message. The 'I slate, "cusiomerwants to leave msg wlo redia1ing:The agent had to 

03123105 

I Customer also reports poor spelling. Apobgized to Customer for 
problem. NO folbw up requested. 

NH VCO user wmplainr message lelt on her answer machine was 
spoken in 3rd penon. the name of the company was totally 
misconstrued. and the agent seemed to be anempting to s p a k  in 
ASL. which the caller Is fluent in English. This war insulting and 
confusing. and caiier expressed it is dimcult to understand me agent 
Spanish accents. Apobgized for problem. explaining i will pass this 
information on to the supervisor. NO wntaCt requested. 

03123105 Met with agent. but she did not rememker the 
call. Informed the agent to always speak loud 
and dear. on every call, specially when leaving 
a message so that when the p e w  Uns 10 it 
they can undersbnd what the message was 
about. 

I I I 
12/24/04 NH TTY urer received Sprint charges, but his number is Selected for 

Vetimn. which is also noted. Customer has received credit fmm 
04101105 As of April 1.2005. customer has M t  

wntacted ACCoUnt Manager on this issue. So 

04109105 

Vetiron for the charges but wanted to let us know this occurred. 
Apologized for problem. let customer know I wili inform account 
manager. asked Customer to fax copy of billing for us to research. 
CULtomerwill contact Account Manager via emaii. 

A NH VCO user said that she made a phone call and was told by 
agent that message had been ielt on answering machine and when 
she Spoke to person She had lelt message with today the penon had 
not received the message. Caller was upset that agent had said 
message had been let. Apobgized for the problem 

04109105 Agent does not remember call. Agent Is aware 
of the wrrect procedure. NO Customer follow- 
up requested. 

now it Is considered closed 

Complaint 

05131105 

Resolution 

Caller Said agent did not have VCO an to anwer quickly. C.S. 
Response: Apologized for the problem. No foilow up required an this 
issue. 

05131105 Met with agent. but he did not remember this 
call. Coached agent on alwarj malntalning 
focus 8s soon as a call enten their console. it 
is very important to be respcnsive to the 
customer as soon as their call comes in. 

I I I Resolution 

I I I I I .. . 
. .... ' , > . "  : .,. . .  . . . .  . . , ,  ,, . .May.2005 . 1 . .  . ,  
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ba te  of !Nature of Cornolaint I Date of IExptanalion of Resolution 1 



I DOCKET NO. 03-123 Attachment A 

DOCUMENT OFF-LINE 

This page has been substituted for one of the following: 
o This document is confidential (NOT FOR PUBLIC INSPECTION) 

o An oversize page or document (such as a map) which was too large to be 

o Microfilm, microform, certain photographs or videotape. 

o Other materials which, for one reason or another, could not be scanned 

scanned into the ECFS system. 

into the ECFS system. 

The actual document, page(s) or materials may be reviewed (EXCLUDING 
CONFIDENTIAL DOCUMENTS) by contacting an Information Technician at the FCC 
Reference Information Centers) at 445 12'h Street, SW, Washington, DC, Room CY-A257. 
Please note the applicable docket or rulemaking number, document type and any other 
relevant information about the document in order to ensure speedy retrieval by the 
Information Technician 

1 Diskette 


